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HEALTH AND SPORT COMMITTEE 

WHAT SHOULD PRIMARY CARE LOOK LIKE FOR THE NEXT GENERATION? 

SUBMISSION FROM Clare Morrison, NHS Near Me Lead, NHS Highland 

This submission supports the use of technology to improve accessibility to primary care 

services. In particular, it draws on NHS Highland’s experience of providing video consulting 

via a service called NHS Near Me.  

Question 1: Changes to the delivery of primary care 

Few GP practices currently offer video consulting. We believe an increase in use of video 

consulting has the potential to offer the following benefits:  

1. Increased patient choice: some patients want more accessible appointments that 

they can attend from home or work. This is especially true for patients in rural areas 

where transport is limited and people’s workplaces can be some distance away. 

However, our experience with NHS Near Me is that patients in urban areas who 

have mobility issues or caring responsibilities can also find attending appointments 

difficult, so accessibility is an issue everywhere. Improving accessibility may reduce 

the DNA rate.  

 

2. Improved practice sustainability: video consulting could allow GPs to work 

remotely. This could increase options for locum cover, such as in hard-to-recruit 

areas and for fast provision of urgent cover. Remote working could also provide GPs 

with a better work-life balance through enabling part-time flexible work, even from 

home, potentially improving recruitment and retention of GPs.  

 

3. Better opportunity for multidisciplinary team work: with the introduction of the 

new GP contract, other members of the team (eg, pharmacists, physiotherapists, 

mental health workers, link workers, health visitors) could provide services to 

patients in multiple practices by video. This reduces their travel time to practices 

which increases their clinical capacity, and could enable more frequent access to 

their services. In addition, community staff on home visits or care home staff could 

access GP input via video, reducing the need for home visits.  

Question 2: Barriers to delivering care 

An important barrier to delivering care is recruitment and retention of health professionals. 

Video consulting helps to address this, through enabling remote working which would allow 

health professionals to live and work where they choose, rather than having to travel to or 

live in the location of their work. We have seen this type of remote working open 

opportunities for senior clinical roles to be located in very rural areas which would not 

previously have been possible, and the opposite can also be true via the opportunity to fill 

vacancies in hard to recruit locations. Video consulting enables flexible and part-time 

working. GP practices that currently cannot recruit a practice-based GP could recruit a few 
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part-time remote GPs to provide regular remote support, improving the sustainability of the 

practice, continuity of care for patients and reduce locum travel costs.  

Experience of video consulting in NHS Highland  

NHS Highland has been developing a video consulting service for outpatient appointments 

called NHS Near Me for 18 months. Over 2,000 consultations have been provided across 

27 clinical specialties. Patient and clinician feedback has been very positive.  

As a result of the success of the service, NHS Highland recently started to develop a 

primary care version called GP Near Me. An initial one-week trial of GP Near Me was 

successful, and this has led to the current ongoing stage of development which involves 10 

GP practices and a broad spectrum of health professionals. The aim is to produce a 

resource pack by October 2019 that will enable any GP practice in NHS Highland to 

introduce GP Near Me.  

Both GP Near Me and NHS Near Me use the video consulting platform Attend Anywhere, 

which is procured nationally for use across NHS Scotland. This is important because it is 

specifically designed for clinical consulting, rather than a personal/business platform such 

as Skype or FaceTime. The Near Me/Attend Anywhere platform has a waiting room 

function which is key to the success. Interestingly a number of GPs have commented this 

would make telephone consulting easier too, because the patient calls in and is held in a 

virtual waiting room until the GP connects the call, rather than the GP having to call out and 

patients frequently not being there to answer the call, something that wastes time.  

To maximise potential use of video consulting, some GP practices would need investment 

in computers and webcams, and internet bandwidth.  

Video consulting will not be appropriate for all patients or all situations, but we believe it will 

become an important option for GP practices to offer in the future model of primary care so 

as to improve accessibility and sustainability of services.  

Evaluation of initial trial of GP Near Me 

The initial trial of GP Near Me involved one GP, one advanced nurse practitioner and 25 

video consultations (23 GP, 2 nurse). The GP reflections of the trial were: 

• Video consultations gave a greater insight into the patient’s circumstances, whether 

that was at their home or at their work. 

• When compared with telephone consulting, video improved rapport and enabled 

visual cues to be seen. 

• Use of video consulting did not make the call shorter or longer than telephone calls.  

• It was convenient for patients to get medical advice and signpost to further services.  

• A gap was an inability to complete health questionnaires before/during the 

consultation.  

Presenting condition Number 
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The presenting conditions seen 

were: 

 

 

 

 

 

 

 

 

 

 

 

 

 

Patients and clinicians were asked to complete a survey at the end of each consultation. 

The results were:  

 

Yes Possibly No

Clinicians 80% 16% 4%

Patients 87% 13% 0%
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Woud you use GP Near Me again for
this consultation?

Recurrent nose bleeds 1 

Asthma review 2 

Abdominal pain and rash 1 

Fit note issue 2 

Antidepressant review 4 

Follow up after cardiac clinic 1 

Follow up after cancelled operation 1 

Follow up low ferritin 1 

Follow up acne 1 

Abnormal test result 1 

Sleep apnoea 1 

Irregular periods 1 

Loose bowel motions 1 

Stress and sore tongue 1 

Sleeping tablet request 1 

Medication review 1 

Hypertension review 1 

Anxiety  1 

Not stated 2 

Total 25 
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A number of patients specifically commented on how video consulting was easier to use 

than they anticipated, one patient wrote: “Easier than I thought” and another “Quick, easy 

and convenient”. 

At the end of the initial GP Near Me pilot, the testing GP concluded: “There is no doubt in 

my mind that having a video consultation is much more preferable than a telephone 

conversation. It is easier to build a rapport and there is better and closer engagement with 

the patient and feels much less anonymous particularly for patients where the clinician is 

not known to the patient and vice versa.” 

Although further work is required to fully develop this service (ongoing, due for completion 

in October 2019), the indications from this initial development are promising.  
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